This paper sheds light on an experience realized in the framework of a workshop addressed to students of Higher Education Institutions having the topic as Service Design Thinking. It reports some advice for teaching this new concept based on some elements raised and those deserve to be shared with the growing community of professionals interested in this topic. The manuscript focuses mainly on practical aspects to take into consideration when organizing workshops addressed to these specific learners. It consists of three main sections, including a list of references of the literature inherent in the topic, practical suggestions and a discussion about the lesson learnt. This work is not an evidence-based research, but a collection of literature samples and practical feedback emerged. It is aimed at stimulating a wide confrontation on this concept in order to find practices that can help to allow the adoption of its main principles and the understanding of its implication when used to design services.
Introduction
This paper presents some advice for teaching the Service Design Thinking (SDT) to students of Higher Education Institutions (HEI).
It sheds light on a workshop addressed to this particular audience having the topic as SDT [1] . From this experience, some elements raised and we think they deserve to be shared with the growing community of professionals (such as academics, educators, caregivers, social scientists and policy makers) interested in to apply this innovative concept for the design and provision of services.
Despite that this experience has been realized in the context of education [2] , the elements emerged are interesting and useful for the organization and implementation of workshops, training paths, academic lectures, etc.
When we talk about services, we use this term in a holistic sense including society, health, education, employment, leisure and support services that involve all the wide range of organizations (public, private, nonprofit) and actors that compose the current welfare state in many EU countries [3] [4] .
In order to avoid any debate on "what is or not" the SDT, here some references are reported concerning this new concept.
The paper focuses mainly on some practical aspects to take into consideration when organizing workshops addressed to these specific learners.
The literature provided, as the experience realized, do not want to be exhaustive, but explanatory of an innovative concept for the definition of services.
Whereby, the paper consists of three main sections: 1) List of references concerning the literature inherent the topic.
2) Suggestions about the questions raised in the planning of the workshop and considered as useful starting points for the organization of teaching and learning activities. These questions focus on the following topics:
-How to present the SDT to students -How to organize the tasks assigned to students -How to capitalize the outputs realized by students 3) Final discussion about the lesson learnt. This paper is not an evidence-based research, but a collection of literature samples and practical feedback emerged during the workshop addressed to higher education students and realized in the framework of the Social Educator degree, during academic years 2015-2016.
Therefore, it wishes to stimulate both a free debate and a wide confrontation on an innovative concept that for sure will require more investigation: such as finding practices that allow the adoption of the main principles of the concept of design service in an evolving society.
So we welcome any feedback that will be able to understand how to implement and exploit the transfer of such concept.
The Current Literature
Before presenting the experience carried out it is useful to provide a list of references in order to deepen the theory behind the concept of SDT.
Therefore, following are reported some samples from the current literature that can orientate to find more insight on the topic.
The narrative literature review was undertaken for the realization of the workshop due to the paucity of research about this concept. To locate literature relevant to the purpose of this review the databases PsycINFO, ERIC, Google Scholar, and ProQuest were searched from their earliest records to most recent. The search terms used were: service design, creative-divergent thinking, participation, cooperation as well as other search terms derived from design.
Manual searches of reference lists of relevant articles were conducted to identify further studies.
Outcomes of interest were those relating to the domains of the design, service delivery, participation and reallife. Table 1 report the literature by author, year and title.
Framework of Reference
The actions that should be put in to practice to teach the SDT need to be defined in the framework of precise pedagogical approaches, in order to avoid the elaboration of contents or strategies that are not theoretically founded and don't fit with the real learning needs.
For this reason, we have summarized some examples of innovative pedagogical approaches that can represent the framework of reference in case of teaching SDT.
As innovative concepts require the use of new approaches (including tools, strategies, assessment processes), also the definition of innovative services needs new insight about their design and implementation [5] . Pacenti, E., 1998
Il proget to dell'interazione nei servizi. Un contributo al tema della progettazione dei servizi. In Table 2 some samples are reported. If we start from choosing one or more of these approaches, it is possible to define a set of actions, methods, tools and processes based on an effective pedagogical approach representing the frame of reference. We have reported these four models because we think they can fit better with the features of the SDT and requirement of involvement and participation-two essential elements to build experiences based on real-life needs, especially when planning the use of a service.
It requires a certain effort to establish new way to transmit contents, but it is necessary if we want to enhance student's capability-capacity and ability [12] -to think in a different way.
In other words, we have to push towards a divergent way of thinking [13] , instead of a classical convergent way [14] .
It means to foster the finding of innovative solutions to the emerging needs, looking towards a more flexible approach to face the current problems and needs related to the provision of services.
How to Present the Service Design Thinking
The SDT can represent for the students of HEI an instrument of knowledge and interaction with the world and society.
It is a concept that allows to be aware of the outsourcing of the society and its ways to build the experiences of the people who live in it. It means, for instance, how to design and organize services delivery and provision.
Moreover, it can enable to move from a phase of passive observation (first point of view) to an active construction of the services integrated into the user world (second point of view).
The acquisition of this dual vision (both of the observer and of the designer) represents the first step for moving towards the SDT. To foster the knowledge and the identification of the needs and services provision that surround the student allows him/her to a critical vision.
He/she is no longer a passive actor of flows designed by others, but becomes active agent [15] within the service, able to understand their straightness and weaknesses. This has also an impact in term of active citizenship [16] .
In a society strongly outsourced, students quickly become aware that most of their daily actions are part of the flow of services (e.g. to buy a product, to pay bills, to study, to find a job, to receive health care, or social support).
For each of these actions, he/she becomes aware of being a player in the big game of the services [17] . Table 2 . Sample of pedagogical approaches that fit better with SDT.
Approach Features

Participatory Approach
It is an approach in which everyone who has a stake in the intervention has a voice. Staff of the organization that will run it, members of the target population, community officials, interested citizens, and people from involved agencies, schools, and other institutions should be invited to contribute [6] Cooperative Learning
It is an approach which aims to organize classroom activities into academic and social learning experiences. Unlike individual learning, which can be competitive in nature, students learning cooperatively can capitalize on one another's resources and skills. Everyone succeeds when the group succeeds [7] Process Oriented Guided Inquiry Lessons It is an approach based on a learning strategy that has both a constructivist and social component, it focuses on using the real life experiences of the learner to create knowledge and considers how students relates to the environment where they are taught [8] Reality Pedagogy
It is an approach where the fundamental premise is that students are the experts on how to teach, and students are the experts on content. So, there has to be an exchange of expertise between students and teacher [9] Social Learning It is an approach that tries to developing cultures and environments for learning that harness the emancipatory power of spaces and interactions outside the formal curriculum, particularly through the use of new technologies and co-curricular activities [10] Project Based Learning
It is an approach which focuses primarily on having students engage in explorations of real-world problems and challenges. Students learn about a subject by working for an extended period of time to investigate and respond to a complex question, challenge, or problem [11] Therefore, through the SDT he/she can understand that "Services" are something that belong to the lives of everyone (in positive or negative way).
For some people this "awakening" represents often both an opportunity and a sort of trauma or amazing wonder, because to think that a large percentage of daily actions are the result of a good or bad design, it is like to feel as a puppet.
In this awaking, we found an interesting element of SDT. Secondly, it leads to show the "wires" that underlie the actions, and it represents the second step towards the SDT and the comprehension of what delivered and the user experience.
The understanding of the wires behind the design of a service is important for planning, implementing and delivering. Two reflections raised on this specific issue:
1. The experience design service 2. The outsourcing experience of the service through its reproducibility These two reflections should be contextualized (e.g. in the service provision about education, heath, employment, etc.) and experienced by the group of students who will work in its design.
The main objective is to place students in the same designer's point of view, and then let them to experiment a sort of oriented creativity [18] .
In this way, the elaboration of the service flow require a specific attention of user's experience that implies the understanding and the managing of the concepts of reproducible and serial user experience.
So, to stimulate a dual vision (and thus not having longer merely a passive way of thinking to services), and to understand what lies behind service's design, represent the prerequisite for introducing and presenting the SDT.
Other requirement is the involvement and participation of other actors (e.g. public-private services representative, local authorities, social agencies, etc.) interested in the provision, delivery and use of services. In case it is difficult to involve such actors, in accordance with them, and in order to facilitate the understanding of these reflections, can be useful to organize a preliminary visit to the service selected and to interview some users before and after the provision of service.
We recommend to use a short list of questions, better if these are based on Yes/No or a Likert scale [19] answers, collecting information, perceptions, attitudes, needs and ideas from the users in order to start to plan the reproducibility of the service and the experience users live when accessing to it.
How to Organize the Tasks for Students
For the organization of the tasks to be assigned to students, we recommend to define a precise pathway [20] mastering the main steps. Overall, because using one of the frameworks suggested in the previous paragraph the process of learning can be more or less structured or more open or closed to external influences [21] . Teachers need to take care of this and support students. Therefore, we have organized the tasks following a pathway made by four phases that students should adopt, once divided in small groups of 4 -6 persons:
Phase 1) Explore Selection of one or more techniques appropriate to the subject area. Through the chosen techniques, make an exploration of the needs addressed by the service.
Phase 2) Create Elaboration of the service flow in all its aspects, considering the feedback collected through the involvement of services delivery (e.g. operators, designers, etc.) or the data from the interview.
Phase 3) Implement Test or simulate the service using the flow designed and feedback collected. Phase 4) Reflect The data collected have to be analyzed and indexed in order to determine the level of performance, level of satisfaction, level of accessibility, etc.
The review of data allow an iterative prospective that facilitate the re-exploration or the re-designing of the service on the base of what emerged and a continuous improving.
For each phase, we have defined some methods that can be used in different contexts for the elaboration of services (e.g. services for supporting persons in tourism, employment, education, health care, leisure, etc.).
Some examples of contexts and methods used are reported in the Table 3 . All the tasks that will be assigned to students should be organized leaving students the opportunity for creating or selecting the methods that better fit with the service's aims, needs and students background. The use of the Indexes and Indicators already defined represent the rings of feedback and dynamic analysis of data.
Providing possible scenarios where to rethink the service if it doesn't fit with user expectations/needs/desires
How to Capitalize the Outputs Achieved
During the development of the experience, students have experimented a creativity-oriented process and need-based analysis [22] . They have also experienced forms of empathy with users [23] through interview, collection of data focusing on their needs, adoption of methods such as personas, mental map, touch point map, target segmentation, etc.
Finally, students have designed a service on the base of user real needs and context resources. In order to capitalize the outputs achieved it is fundamental to have the opportunity to transform this into practice and testing what has been created within a precise context.
As previously highlighted, the collaboration with public-private institutions, local authorities and volunteer associations is important.
The core of all the process is the attempt to realize what designed including the possibility of recursion, re-thinking and a re-design the service.
The major effort will consist precisely in the establishment of a strict collaboration and an effective participation with service providers that can assure the possibility to develop and test something new, created by student (often unaware-user) and designed with the suggestions of operators and real-users.
This can be useful also to create a link between what studied in HEI and the real-life, outside the places where to teach and learn approaches, methods and tools to design future scenarios.
SDT allow organizing classroom activities into academic and social learning experiences, where students learn cooperatively and can capitalize on one another's resources and skills. Furthermore, the role of teachers changes from giving information to facilitating students' learning.
Moreover, for capitalizing the outputs achieved it was useful to organize a restore activity (e.g. creation of a dedicated database).
Every group of students has registered a blog aimed to keep track of the design process respecting the two precise principles of SDT: seriality and iteration.
These principles have introduced the students to the fact that although they cannot develop or test what they have created, the hypothesized service has the opportunity to be experimented (even if in a virtual context) verifying its meta-features (as the methodology applied) through empirical tests to assess the effectiveness, the usability, the indexes and indicators defined in the design process.
In other words, the seriality is proposed to students as a means of re-production of the service creation process. The iteration is proposed as a means of re-vision of the service creation process.
Lesson Learnt
In the final part of the experience, the students have had the opportunity to compare their works, that is the design processes of services in order to identify and analyze the features in the application of the selected methods.
The lesson learned is that the SDT is not a unique method and that there is a meta-design process through which to organize and structure the service.
The SDT captures both skill inherent the methods and meta-skill to contextualize and organize processes. This is based on a learning strategy that has both a constructivist and social component, making a focus on the real life experiences of users and learners to create knowledge and considers how they relate to the environment where they are taught.
SDT focuses primarily on having students engage in explorations of real-world problems and challenges. They learn about a subject by working for an extended period of time to investigate and respond to a complex question, challenge, or problem.
The documentation of the service creation process allowed the comparison of what was designed by the different groups of students involved.
The comparison showed that different methods were applied to different areas of concern and it led to different design processes.
Therefore, method and meta-design process are deeply connected with the area of concern where the service is being developed and the type of provision that service is intended to provide.
In conclusion, through this experience students have developed critical skills respect to the services where they will operate. In addition, as future operators, they will be more aware and able to have a constructive and participatory approach in the design of services.
Conclusions
